Abstract. In order to achieve a higher competitiveness and quality level, development of various models including multi-criteria evaluation models is of particular importance for the organization, regardless of activity and size. The knowledge development, as particularly significant variable for the overall quality and performance of the organization, more recently represents a preoccupation of many studies. This paper is done in that direction, as an authors' tendency to provide an adequate model for the knowledge level evaluation. Some of the major evaluation problems are untimely and unsubstantiated performance rating, a small number of evaluating criteria, the same rating of the criteria with different importance. The authors proposed an evaluation model, aimed at alleviating or eliminating the above-mentioned problems, and then applied it in the performance assessment for secondary school students. The approach is based on a multi-criteria assessment and continuous monitoring, recording and presentation of students' activities and results through the specially prepared database. The evaluation objectivity and transparency and students' satisfaction with the evaluation process are increased in this way. Furthermore, students' work accountability was encouraged, in order to prepare them for the graduation exam and following educational levels.
Introduction
Acquiring a quality education at university and pre-university level is directly correlated with further success in the labor market and strengthening the overall competence of organizations that employ graduates and high school students. Many studies on this subject indicate the importance of ensuring customer satisfaction in the education system, precisely for the reason of creating a competitive business environment [1] . Customer satisfaction with the education system, as well as the improvement of education system quality, affect many other factors, such as the improvement of psychological and sociological conditions, as a precondition for strengthening the overall economic environment [2] [3] [4] . These are the aspects which point to the need of making this paper, which seeks to develop a unique model for quality performance improvement in order to ensure customer satisfaction and create preconditions for improving the business environment and competitiveness.
The evaluation procedure is one of the most complex educational activities used to determine the level of knowledge or outcomes achievement in the learning process. The evaluation system is what affect the teaching process and knowledge quality improvement [5] . Many studies indicate that the biggest stress among students, as the service users, is caused by the evaluation procedure [6, 7] . In fact, a constant fear of making mistakes and checking the achievement level lead the educational services users to make mistakes, or resort to improvisation [8] . Therefore, it is necessary to pre-define the conditions and make a recognizable evaluation model which is acceptable for users [9] . Many deficiencies in the existing evaluation models can be seen through: evaluation of discontinuities and unrelated learning, subjectivity, lack of clearly defined criteria, unclearly defined learning process outcomes and measures of knowledge level [10, 11] . These and other mentioned reasons represent the main motive for creating the multi-criteria evaluation model, which is presented in this paper.
Experimental Research and Methodology
The method of theoretical analysis, descriptive method, didactic experiment method, survey techniques and statistical analysis were used for preparation of this paper. Up to now published papers on the subject of evaluation and docimology were considered by the theoretical analysis method, after which the database with criteria for evaluating students was created. Each of the criteria carries a certain weighting factor that complies with the graduation exam, literature, learning outcomes and Bloom's taxonomy. In such defined evaluation framework, student gets a mark for each criterion, wherein the final students' mark for evaluation period represents the nearest integer value of an auxiliary value M, which is defined as the sum of the multiplication of marks for each criteria with appropriate weighting factors divided by the sum of all weighting factors. Based on the previously described performance evaluation procedure, schematic view of the entire evaluation process is presented in Figure 1 . For the purposes of this research, a database was created, so teacher continuously enter the following information in database as evaluation criteria: individual work on class, participation in group work, test, written assignments and essays, students' behavior and interest ( Figure 2 ). The database was created in Microsoft Excel.
This database was created for the purpose of teaching the subject Montenegrin-Serbian, Bosnian and Croatian language and literature. Due to the specifics of the subject, the largest weighting factor 10 was given to the test which covers all course contents. Previous studies also indicated the importance of the tests. It is particularly necessary to use tests for measuring of students' advanced mental skills [12] . Test is followed by the written assignments and essays with a weighting factor of 9. Writing should be viewed as an art of expressing what we think, hear and see, so students have to develop this type of communication in themselves [13] . Good writing expression is mainly affected by the writer's purpose and perspective, but also by the subject, language and style characteristics he / she uses [14] . Individual work at any class carries a weighting factor of 8. It includes the students' interest and activity during the teaching process, commenting read labor, analysis of literary characters…, whereby students are directed toward critical reading and thinking. Team work is valued with weighting factor of 6. Increasing the interest in the work teams' performance has a main role in changing processes in the last few decades [15] . The final mark also takes into account students' behavior and interest, but with the lowest weighting factor -only 4.
After creating, the database was applied in practice for the students' evaluation in the Secondary Vocational school in Pljevlja, within the subject Montenegrin-Serbian, Bosnian and Croatian language and literature. After the second evaluation period in 2014/15 school year, a surveys of students was performed with the aim to review their attitudes on this evaluation model. A total of 200 students were surveyed. The survey was consisted of 18 questions, 12 closed and six open-ended. In order to monitor the customer satisfaction level, the research was repeated in the 2016/17 school year. The same students participated, 147 of them, and the survey questions were the same. 
Results and Discussion
The survey results pertaining to closed questions are presented in Table 1, while Table 2 shows the most common answers to open-ended questions. The average rating of the first ten closed questions is 4.39 in the survey conducted in 2014/15, and 4.64 in the survey conducted in 2016/17. These ratings can be considered as a students' attitude quantitative measure in relation to this evaluation model (Figure 3.a) . Their comparison with the average students' marks at the classification periods after which the surveys were conducted, which was only 2.63 in 2014/15, ie. 2.82 in 2016/17 (Figure 3.b) , points to the fact that even those students who have a poorer assessments of a given subject experienced this evaluation model as a high quality. They were motivated to work because it was perceived and evaluated from several aspects. This conclusion correlates with previous research. If students are rewarded for the results they achieve in both verbal and writing tasks and encouraged to express creativity in work, assume responsibility and participate in the decision-making process they would be motivated for work [16] . Answers to the question No. 15 also suggest such conclusion. Those characteristics that some students experienced as negative actually represent the quality of this evaluation model. If student is not accustomed to responsibility and seriousness in the work, he / she will experience the need for the continuous and transparent learning as the downside of this evaluation approach. Hence 3.5% of students gave the following answer on the question No. 16: "A little relaxation and idleness may negatively affect the evaluation", while 3% of them is not satisfied with exclusion or substantial decrease of teachers' subjectivity. These percentages are even higher after repeated survey (8.84% and 4.08%), although it was expected that the students will get accustomed to the necessity of regular work and grades distribution by merits. If this evaluation model become a part of the teaching practice in the lower education levels, students' work habits will undoubtedly be formed. A similar conclusion was carried out by the students. Even 18.37% of them at the repeated survey said that this evaluation model should be used from the very beginning of education in order to create a more responsible approach to learning in students. Fielden [17] concluded that good work habits have a positive impact on the students' academic achievement, while there is a greater tendency to worse academic results of the students with poorer work habits. Therefore, one of the evaluation model goals was focused on enhancing students' work habits in order to properly prepare them for university education. In order to monitor the level of customer satisfaction, a comparison of survey results for the school year 2014/15 with the results for the school year 2016/17 is made. For each of the survey questions Pearson's correlation coefficient was calculated. It turned out that there is very high correlation between the results for each of the questions, with the average correlation coefficient value of 0.95.
By comparing the pie charts given in the Figure 3 .a, ie. marks on the closed questions given in Table 1 , it can be seen that the total number of the maximum marks (5) on closed questions is significantly increased on the repeated survey. In addition, the average score on the closed questions (previously adopted measure of students' satisfaction with evaluation model) is increased from 4.39 to 4.64, which indicates that customers' (students in this case) satisfaction level has been uplifted.
By analyzing the grades that students achieved after the second classification period of 2014/15 academic year and the second classification period of 2016/17 academic year (question No. 11 in Table 1 ), it can be seen that the number of insufficient marks remained at the same level, the number of sufficient marks was decreased, while the number of good marks was increased and the number of very good marks was decreased, while the number of excellent marks was increased. Such a situation indicates that some students who have made an effort increased their marks, so the overall average subject grade at the level of class rose from 2.63 to 2.82.
Conclusion
Many years of teaching and evaluation practice pointed out that one of the biggest evaluation problems are the untimely and unfounded evaluation, too few criteria that affect the marks, the same treatment of criteria of different significance, completely ignoring or overly emphasizing of the educational process behavioral component. Therefore, multi-criteria approach based on continuous monitoring and recording of student activities was introduced to eliminate or mitigate the above mentioned problems.
Feedback from students indicated that, regardless of the level of their success in the teaching process, objectivity, openness, transparency and the daily record of student work are seen as the values of the multi-criteria evaluation approach, enabling them to continuously monitor their own advancement. They pointed out that the recording of comments on each form of student work allows timely identification and elimination of shortcomings in their own learning, but also helps them to understand learning outcomes through defining weighting factors for all the teaching content and teaching methods. The behavioral component of the educational process has its own place in this evaluation model, encouraging the work responsibility and regularity and, above all, build work habits necessary to achieve good results, both at the future educational and professional level.
